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Dear Ms. Dortch: 

The State of New Mexico Commission for Deaf and Hard of Hearing Persons 
respectfully submits the enclosed complaint log in connection with the 
provisioning of Telecommunications Relay Service pursuant to Section 
64.604(c)(ii) of the FCC's rules. Hamilton Relay, with corporate offices located at 
1001 lih Street, Aurora, NE 68818, is under contract with the State of New 
Mexico to provide Telecommunications Relay Service. 

Hamilton tracks all complaints and all other customer service activity for the 
Sta.te of New Mexico. New Mexico's complaint summary is associated with the 
following database categories: 

• Miscellaneous External Complaints 
• Speech to Speech Call Handling Problems 

Hamilton processes any complaint, which originates via e-mail, fax, telephone, 
regular mail, outreach events, at the workstation, etc. Those complaints and 
resolutions are reflected in this report. Hamilton normally provides a resolution 
to all complaints within 72 hours. The complaints enclosed are resolved. 
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Relay New Mexico has received a total of 8 complaints in violation of FCC 
mandatory minimum standards for the time period June 1, 2012 through May 31, 
2013. 

Of the eight total complaints in New Mexico, seven of them are from the same 
relay user who has had difficulty understanding what relay is and how to best 
use the relay. Customer Service personnel have spoken with this user on several 
occasions to assist, but this customer still does not fully understand 
telecommunications relay service. In addition, the Relay New Mexico Outreach 
Coordinator and the Relay Administrator met with the relay user in person to 
outline in American Sign Language, spoken English and charts, pictures and 
diagrams the details of various forms of relay services - but the user still 
struggles with how to use the relay. Customer Service will continue to work with 
this relay user. 

Please feel free to contact me at 505.881.8824 V/TTY or via email at 
ShannonS.Peinado@state.nm.us or Dixie Ziegler with Hamilton Relay at 
800.618.4781 V/TTY with any questions regarding the above. 

Sincerely, 

Shannon E. Smith, MBA/HRM 
Director of Telecommunications & Technical Assistance/Relay Administrator 
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